Exhibit G vii

Rociford www.rrstar.com 200,000 483,587 396
Springfisld Www si-r.com 200,000 2,501,400 1,628
728x80 1,189,185 950
300x250 1,332,218 878
Level "B”
Aurora yww.suburbanchicagonews comibeaconnew 106,000 160,449 70
Danville www.commercial-news.com 100,000 203,980 245
Decatur www.herald-review.com 100,000 112,524 29
728x90 45,029 17
160x600 22,526 3
300x250 44,969 ]
DeKalb www. daily-chronicle.com 160,000 202,568 80
728x80 78.627 45
160x600 52,959 10
300%280 70,982 25
Effingham www,effinghamdallynews . com 106,000 207,708 182
Elgin sww.suburbanchicagonews.comlcouriernew. 166,000 180,035 60
Joliet www . suburbanchicagonews.comiheraldnews 100,000 100,351 58
Hankakee www dailly-<dournal.com 160,000 119,988 85
Napervile Www suburbanchicagonews. cominapervillesy 100,000 100,356 71
Ottawa www.mywehtimes.com 160,000 119,965 64
Waukegan

100,000

100,468

W]

™o
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Exhibit G vii

Charleston/Mattoon

DixoniSterling

Freeport

Galeshurg

Jacksonville

L.aSalle

Laneolr

Fakin

FPontian

Gurnoy

e g AC A N o AR R Sigdp b N m L
Jhetelearaph.com 50,000 12
160x600
300%250
www .jg-tc.com 0,000 63,604 4
www.saikvalley.com 50,000 248,297 at
www.lournalstandard.com 50,000 75,082 49
www.galeshurg.com §0,000 75,443 57
www.mviournaicourier.com §0,000 50,130 144
728x80 20,050 84
160x600 10,028 84
300x250 20,0585 26
www.newstrib.com 50,008 169,881 273
728x80 58,046 91
160x600 47,969 71
300x250 63,866 111
www lincolncourier.com 50,000 74,944 59
www pekintimes.com 50,000 75,439 40
www pontiacdailvieader.com 56,000 75,182 &9
www.whig.com 50,800 680,003 24
728x80 20,003 5
160x800 20,001 &
e e 300x250 19,999 11
Grand Toals & TFQ, B0 8,038,447 £.190

$3% over dekivery
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Exhibit H viii

Sec, 1703 (o) The Commission shat design and implement a program whereby each
ssiscormmunications carrier providing loued sxchangs sewvice shall provide a lslecommunications device capable of
sarvising the needs of those persoas with a tesaring or speech disability together with a single parly ling, at no charge
additional 0 the vaslc exchange rate, fo any subscriber who is certified as having a hearing or speech disability by a
iicensed physician, spesch-language pathologist, audiologist or a qualified State agency and fo any subscriber which

by the Cormmission pursuant io subseclion [d).

{b; The Commission shall design and implement a program, whereby each telecommunications cairier
providing locar exchange service shali provide a telecommunications relay sysfem, using third parly intervention fo
connect those persons having a hearing or speech disability with persons of normal hearing by way of infer
communications devices ang the wiephone system, making available reasonable access o all phases of public
telephone service to persons who have a hearing or speech disabifity. In order fo design a telecommunications relay
system which will meet the requirements of those persons with a hearing or speech disability available at a
reasonable ¢cost, the Commission shall mitiate an investigation and conduct public hearings fo determing the most
cost-effective methed of providing tefecommunications relay service to those persons who have a hearing or spesch
disabifity when using telecommunications devices and therein solicit the advice, counsel, and physical assistance of
Statewide nonprofit consumer organizations that serve persons with hesiing or speech disabilities in such hearings
and during the development and mplementation of the system. The Commission shall phase in this program, on a
geographical basis, as soon a3 s practicable, but no later than June 30, 199C.

{¢t - The Commission shall establish @ rate recovery mechanism, authorizing charges in an amount fo
pe defermined by the Commission for each iing of a subscrber to allow telesommunications carriers providing local
exchange service 1o recover costs as they are incurred under this Section.

(@ The Commission shall delermine and specify those organizations serving the needs of those
persons having & hearing or speech disability that shafl receive a telecommunications device and in which offices the
equipment shall be installed in the case of an organization having more than one office. For the purposes of this
Section, “organizations serving the needs of those persons with hearing or speech disabilifies” means centers for
independent fiving as described in Section 12a of the Disabled Persons Rehabiltation Act and® not-for-profif
erganizations whose primary purpose is serving the needs of those persons with heating or speech disabiiities. The
Commission shall direct the telecommunications carriers subject to its jurisdiction and this Section to comply with its
determinations and specificafions in this regard.

{e) As used in this Section, the phrase “tefecommunications carrier providing local exchange service”
includes, withoul otherwise fimiting the meaning of the term, telecommunications carriers which are purely mutual
cencerns, having no rafes or charges for services, but paying the operaling expenses by assessment upon the
members of such & company and no other person.{Source; P.A. 88-497, effective September 13, 1893))
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2102 1990100 {emausy] UOREIYRISD SHL sioulll]

Ifinoie Telscommunicailons Access Corporation
300 Montvale Divive « Sudte 1 « Springield, Hinads 62704
BOO-H31-0107 WITTY « 2178883370 V¥
Fad 31769908492 « tnvwe Baotty oty

June 24, 2009
Office of thie Secretary

Federal Communications Commission
Washington, C 20554

Vis Electropic Muait (Email)

RE: OO Docket 83-8123

Deur Secretary:
As directed in the sbove-mentioned Docket, please find the following enclosed docurment:

s The State of Hlinois’ Sprint TRS and CapTel Annual Complaint Logs, which inchades
the numberof complaints received for the period June 1. 2008 throogh May 31, 2009,
that allege a violation of the federal TRS mandatory minimum standards, the date of the
complaint, the nature of the complaint, the date of ifs resolution and an explanation of
the resolution.

T addition, staff of the {linois Commerce Commission, regulatory age:mv of tixe Stz of Eihnms

VIS SR S M Wit o £ T AT 1 WONDUIIDNGNIDIIGUIIVONDS: SUFSERIUF GRS JURs B o 2 T 4 URGIUONINE JU5 S, R i [PRNEIEL TEUEVIVERSIR e

X1 yqyxg



ZL0Z 1940100 [EMBUSY UOHESYIISD SH L SIoulj}

¢ce: Emma Danielson, linois Account Manager, Sprint Relay (via Email)
Mary Watlers, lHlinois Commerce Commission, ITACATAP Liaison (via Email}

Pnclosures:

Annugl Blinois TRS Complaint Log, which includes Captel Complaings for same
reposting perivd (lune 1, 2008 through May 31, 2009).

X1 Hquxg



Sprint“\}
Relay

Illinois FCC Complaint Log
2009
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Gumplaird Traciong Yoo U (08/041/2008-057

112008}, Toal Customer Contacts: 1

Exhibit 1 ix

Tally Hate of Natura of Comolain Daie of Explanation of Resolution
Congd. Resclution

1 06/15/08  §The VOO user plased a call yesterday and  J06/15/08 Agent was coached on always reading and
saiu thal the agent did not olow Gustomer following customer notes and instructions.
notes which instructad e nol 1o type out
the answering maching and to give the GA o
leave a message. Apoiogized and old her
we would follow-up with the agent, No follow-
up reguested.

z G8/15/08 VOO cusiomer said the agent didn't foliow  J0B/15/068 Agent said she starled t0 type the answering
her customer notes not 1o type out the maching message In error. Agent apologized
answering machine message and tc give her to the customer and then the Inbound cailer
a GA to leave a message. She also said the hung up. Agent said she did not disconnect
agent hung up on her when she got mad. the customer. Coached Agent on reading
Apclogized and told her we would follow-up and following customer notes, Agent said
with the agent. No follow-up requested. she would never disconnect a customer.

3 (6/16/08  jCustomer Complaint: When calling inio {6/18/08 Called the customer on 7/7 at 3:50 PM, 7/8
Hiinois Relay using 711 the initial greeting at 11:05 AM and 7/9 at 3:35 PM. No answer
they are getling is in Spenish, then the rest and no answering machine at that number.
of the conversation is in English. This only Unable to leave a message for customer o
happens with the initial greeting. Customer call back.

. Service Response: apologized. follow-up
requasted.

4 06/18/08  {Customer Complaint: Agent typed out the 06/18/08 Coached agent on always reading and
message even after | told her not to. No following customer notes and instructions.
response of apology. nothing. The agent just i :
kept typing "redialing to leave message™.

Apologized for the frustration and told her we
will look info this. follow-up raquested,
5 06/18/08  JAgent typed out the message even after | 06/18/08 Followed up with the agent and agent stated

told her not to and my notes also inform
agents not to. The agent typed out the
message of the party | was calling 3 imes.
Apclogized for the frustration and told her we
will work with the agent. follow-up requested.

that she recalled seeing the note. However,
in her attempt to provide quality relay service
for the customer, upon reaching a recording
she forgot the instructions and immediately
starled to type the recording message. She
then realized what she had done and
stopped typing and apologized to the
customer, but the customer had already
disconnected the call. She understood the
importance of adhering o customer requests
and notes. An emall was sent to the
customer at 1:30pm, Friday June 20, 2008,

lllinois TRS Certification Renewal October 2012
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(01804

Agert ypea ot the messngn oven ol
sk mee ol o whaty Bne el Tanasem g
pradim & une an, G o S Apsingires for
e Tustetion and sialed sGasuns s work
witl” ihe agenl. folioweun raquesiad.

SEIBIGE

Went over protocal with agenk WRANSd

vustomer

GR2R04

Cuvlamer vrable o connect W Hipals' 711 orff

BOG nunsbers on Saturday. 612408 A
Trouble Tiche! was created. Cuslomer
unable 10 connect VOO o vCO. Cusiomer
sequess contact and provided thelr emal
and phone number,

Customer stated thal VOO to VOO calls are
now working. VCO to VCO is new for some
of the agents, buf they either ask &
supervisor for help or figure it out. Her calls
are now going through.

06/256/08

Customaer stated that the operator is & sfow
typist, Customer did not understand the
operator’s typing and said she was waiting
for her friend to talk, but the operator was
typirg wrong and they did not understand
what was said on the TTY. The Team
Leader talked {o the customer tried to
explain about garbiing and that it was
possibiy the customer's TTY. It is suspected
that the issus was with the TTY user, not the
operator. Complaint forwardad to corract
cenler. No follow-up requested.

06/25/108

Operator summened a supervisor {0 observel
the call and supervisor withessed that the
operator was typing very clearly. Supervisor
scrolled through the whole conversation and
no issues were identified. it was suspected
trie issue was with the TTY user. The
operator was coached o complete Trouble
Tickets in addition to getling a supervisor
when this happens in case the customer
hangs up before the supervisor can get
therg,

06/725/08

Agent digled the incorrect number. When the
customer repeated the number to dial, the
agent said they dialed the correut number
the first time and the customer said the
agent was "complaining”™ about outdialing
nurmbers. Follow-up requested. Forwarded o
supervisor for follow-up about following
customer Instructions and having the proper
attitude on the phone. Supervisor will contact
the customer and follow-up about the action
taken.

0625108

Supervisor spoke with this agent about their
attitude. Explained that agents arg not {o
guestion what the customer says and fo
follow customer instructions, Supervisor
called the customer and explain about the
action taken with this agent on 6/30/08.

10

06125108

Customer stated that they got mad at this
agent. Said they called 711 and wanted to
call a friend, but got no response from the
agent. Cuslomer said, "l typed "Helio, helio?”
and the agent didn't respond. This happencd
oh 6/24/08 around 5:30 PM. Apologized fo
the customer and informed them that the
complaint would be filed and forwarded to
the agent's supervisor. Customer satisfied.

06/26/08

Complaint forwarded to Team Leader for
coaching on calling for help i it's needed, not
iust leaving the customer wondering what is
going on. Agent apologized for the
inconvenience to the customer.

Winois TRS Certification Renewal October 2012
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Obs28/G%

Cusiomar's taughlar retsived a islter i the
madi from reloy sbou, e brasting o the
rirakor ag well &4 Mhve adidion o noavbers o
whe fraceeotly gisled Bsh However, when e
ugtomer gied oaling inle relay, they wers
asked to dial again and i wasn't branded
properly as VOO, The customer wented ©
know why the number wasn'l pranded last
week. Customer Service apologized foy the
inconveniense. The agent branded the
rimber and found the mssing frequant
dialed numbers ist. Cusiomer requaested
follow-up by be called in the momings.

0848409

Called the suswmer and shm

working fine now. She thanked me for calling
t folow-up with ber

12

07/01/08

Cailler cannot compiete a call w a specific
number through Sprint Relay. Apologized for
the problem and opened a Trouble Ticket.
Foilow-up required for problem resolution,

07/01/08

Spoke with the customer and he stated ail
was now working fine. He thanked me for
followirg up with him.

13

07161/08

TTY customer states his calle ate geting
disconnected. The calls tock place at 5 PM
and 5:11 PM this evening, 7-1-08.
Apologized and created & Trouble Tickel. No
follow-up requusted.

07/01/08

Customer did not request follow-up.

14

07/04/08

Customer's son called to complain that the
TTY line {his mother) was always busy when
he tried to call it. He had tied several times
since 3:00 PM (this call was taken at 6:55
PM} and it was busy each time. | apologized
to customer, recorded the customer
information and placed a test call to the
number of the TTY user, which went through
without problem. t informed the customer of
this, recommended that he try to place the
call again and, i the problem persisted, to
contact his LEC or {urther assistance since
the call | placed went through properly. No
callback reguested.

07/04/08

Customer did not request follow-up.

15

07/06/08

VOO customer stated that their family was
having trouble reaching an agent through 7 1
1. They would call in and hear the TTY tones
but would not get through as a voice
individual. Customer Service agent
apologized to the VOO user and gave out the
7 1 1 ransiation number and the state voice
8O0 number. No follow-up was requested.

07/06/08

Customer was satisfied and did not request
follow-up.
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Cuswrer said about the agent, "She ot
Ma, 318 cay TBst NG un, WEIre person.”
e enGerni el whs: b
customar meen!, The sl ner kegt
renRAling the same e Gver and over, No
followe-Lp wes reguestad. issue fonsarded to
the correc® centar.

S s

The ager does not renall th r oail,
Unabis o formally coach the agent dus o
wsuihcien! idorration,

RN

i

0711408

VOO customer complging that the updated
Sorint platiorm doegs nor work corectly and
ths probiems snould e restived Ly now,
Customer staled she has been ini contact
with the Hlinois Program Manager many
{imas complaining about the system and
necthing has beer done. Customer is very
unhappy with Sprint and requestis contact.

07725108

Communicated with the customer via email
and explained thal we monitor our
equipment dally. When problems arise, we
need the detalls 50 we can investigate fo
determine what caused them. She will
continue to document the details and contact
Customer Service so ouwr technicians can
logk into them,

18

7/29/2008

Billing - General

8/4/2008

Collectad information and took appropriate
action 1o remedy circumstlance to customer's
satisfaction.

19

(8/04/08

Customer called in upset about Turbo Code
and garbiing. stafing. "This is not a complaint
about the operalors, | have had problems
with my turbo code being disabled and then
coming back on. | have made rmany
complainls and talked 10 many peopio about
my problems. | just want you to know that
many operators ars gstling in roubie
because of lechnical isgues.” Assured the
customer that  would forward this 1o the
proper department and issued & Trouble
Ticket.

08/04/08

Customer did not leave contact information
for foliow-up.

20

08/14/08

ATTY customer was having problems
making and receiving calls via Relay
(adviged contact person for customner that a
complaint and Trouble Ticket would be
entered} Customer's contact request follow-
up.

09/08/08

The social worker who was working with the
customaer on this issue sent me an email to
Jiet me know that his calls were now working
with relay. He thanked us for working with
them to resolve the issue.

lllinois TRS Certification Renewal October 2012




(BI2208

T ouwboond vose Ggey complained that
they had sxparianee the "worst reley cell ve
avar kat” What on & ool with an inbound
TIY user thare wis poos Lo ousication.
Wher the voice Calier asked the opergior to
repeat anything. he operalor retyped what
he said. Evervihing the operator said was too
fast and the operatur did not get 8 supervisor
after call was finished and the inbound caller
discornectad. It was g very difficult call and
the operaior 1old the volce user, "This call is
ovex,” et hung up. Customer siated this
was very poar custorer seyvice. The
cornplaint was forwarded 1o the correct
center. The complaint came was made on
8/20/08 but the actual call in question
accurred at 6:30 Ph on §/19/08 No foliow-
up was requested.

jon
N

HIZ2H08

The agent followed procedure WHRed o
mainiain fransparency

22

08/28/08

i

Technical - General

08/28/08

The customer says the agent was very slow
to begin captioning a call on 8/28/08 at 11:08
AM. The incidence was investigated and a
technical difficutty was identified on this call.
Customer Service apologized for this
OCCLHTENCE,

09/04/08

Customer notes say voice, VOO, HCO and
TTY may use number, caller uses ampiified
phore, Calier is hearing impaired and was
using their voice to speak because the TTY
was malfunctioning. They called a bank TTY
line and the agent began pressing numbers
for oplions without being instructed to. A
supervisor assisted the calf and terminated
it. The supervisor questionad whether the
caller had a disability, the legitimacy of the
call and was rude. The caller hung up due to
frustration with the agent and supervisor.

09/04/08

Lack of information regarding the date and
time of the call make It impossible to find out
which operator and supervisor this contact is
referting to. If we had an exact time and date
for this call we ¢could coach the operator and
the assistant supervisor on proper
disconnect procedures and ensure that they
are trained properly.

24

09/08/08

Customer states that this was a terrible
agent. They were not paying attention and
took 3 times to dial outbound each time. The
TTY user hung up because no typing was
done. The actual incident happsaned in
August, but the customer called in on 9/5/08
at 11:16 AM to report it. No follow-up was
requested.

09/08/08

The agent was coached of the importance of
keeping the customer informed on the
process of the call.

25

09/08/08

The TTY user came in on wrong line.

(9/08/06

The customer did not regquest follow-up.

26

08/09/08
lllinois T

The agent took too much time 1o relay the
Rs¥ Certification Renewal October 2012

09/08/08

[There is no such agent in this facility. No
action was taken and the tickst closed.




1H2008

ATTY GAstomes ¢ nsien @ supurdso,
saving hat the agent bnd not fuliowed
gatabaee dimctinng. The agent did not send
the "rnas™ Mhe e uctons said ro macrss
EACERY the ringing masro) The noles aiso
st not © e oul recordmgsianawering
machines but the agent Jid. The customer
also fesls that the agent was rude because
when custamer pointed out an ercer, The
agent «id not apologize but instead asked for
a number calling ¢, | apoiogized 1o the
customer and told them a Team Leades
would speak (o the agont and a report would
he fited. No foliow-up was requesiad.

The agent was coached or FRVIgISIowing
custnmer noles and nshructions and being
apologetic when an eror is mado.

28

10/20/08

The customer gave the operator the number
o dial, Me heard tones, but # did not sound
like TTY tones. The operator did not explain
what the lones were, did not say anything,
and hung up on the customer. | apologized
to the customner and informed tim the
complaint would be documeniad and
forwarded to the operator's supervisor. The
customer is satisfted and doss not want a
follow-up call

10/20/08

A Team Leader met with the agent, who was
coached on proper disconnect procedures. if
the agent has trouble connecting any call
they should get a supervisor immediately for
assistance. The agent understands.

29

11/05/08

Custorner guestioning the accurscy of
caplions.

11/63/08

The customer shared a note mentioning a
call made about 2 months ago with lack of
captioning gquality. The customer did not
have specifics so we could follow-up with the
agent and did not have any new calls to cite,
noting that afl is fine now. The Customer
Service Representative apologized for the
incident and thanked the customer for
bringing their experience to our attention.
Customer Service also suggested that the
customer document the date, time, and
agent number of any fulure calls with Issues
to allow us 1o take specific action with the
agent captioning the call.

lllinois TRS Certification Renewal October 2012




a0 PTUEME WO cusiorrar stu'sd hal when rfing o 10805 The operator was coached BXNBREN call
imave a e " ANSWOEY Manhing processing for VOU users feaving a
the opaistor wes “dunhy” ard "dossnt know message on an answaring machine,
tien 0 sped® gocd Gt white wating for the
cperstor CA e Boure out how Lo snell e
waord "massage”, the snswering rackine
disconneried s¢ 3 vadial was necessary. The
sustomer wis exinsrely frusicatad and had
o gel 3 new OA o piace call. The supervisor
apologized and assurad the customer that
the inforration would be given 1o the
operdlorss direct supervisoy. Mo foliow-up
requested.

It U108 (The agent was hard o understand and 11/11/08 Invalid agent 1D,
yalled at the voice person several imes.

There is no agent by this number sl the relay
centers. The complaint was forwarded to
customer sarvice for foliow-up. Complaint
came in at 7:30 AM on 11/11/08

32 MM/15/08  [The customer received @ message on a 11/15/08 Coached agent on slowing down and using
volce mal system toretum a calito 2 TTY careful pronunciation when leaving
user. The agent who left the message was messages.
very hard to undersiand and had a thigk

' accent. Customer stated they, "Do not want
1o get anyone in trouble, but #'s important to
have a clear voice when facifitating these
types of calls.” Thanked customer for
feedback. The complairt came in at 7:10
PM on 11/14/08. The caller did not say when
the voice mail message was left. Complaint
was forwarded to the correct center and no
follow-up was requesied.

33 HM1/M5/08  {Customer stated that the agent didn't follow 111/15/08 Team Leader went over this complaint with
their instructions at all. Stated that the call the agent, who did not remember the call but
took twice as jong as it should so they just apologized for the inconvenience fo
hung up. The complaint was forwarded to customer. Team Leader coached the agent
the Team Leader for follow-up on following about following customer instructions in a
database and customer Instructions. timely manner,

34 J11/18/08 jCustomer complained that the captions lag  {11/19/08 [The customer's wife shared feedback
too far behind the voice. regarding the lag time of captions on some

calls. They did not have call {date/time)
speacifics to share. Customer Service
Representative apologized for the incident
and thanked them for the feedback. We
suggested the customer document the date
and time of the call and the agent number for]
more specific follow-up. The customer's wife
chose not to share specifics.

lilinois TRS Certification Renewal October 2012 10




35 111Ea08 Ao dincis VOO cusiomer says she cummol 100400 Cailed cusfomer on 313 st EXROENKand
receatve inrorming wiay galls, Sha save aither thers was ng answer. Tried caliing agsin on
munbers Ty aooues the scenr” or she gels 3T st 1165 AM and it was busy. Called on
praltbeng, sl en he e daconnecs The 417 at 330 PM and left 2 message on the
agerils do nul resprorid when she says "Veice TTY answering maching, Spoke with
pleasa, BA" Apolcgized for inconvenenoe. customer on 3/1¢ and she said she can call
Made a test oall 1o her via flinols Relay and out. but her friends have trouble connecting
got & kar!d sGuaading niese, than the line with her. Buggesied thal they tell the agent {o
disconnectad befors the agent could type. s&t up VOO before connecting with her. She
Opened & froubls tckel. Follow-up thankad me for following up with her.
requesiad,

36 11126,08 A TTY user complained about an agent 14/26/08 Thers was not enough information to follow-
Blocking a call, A supervisor checkec and up, Were there instructions to block or
the call was blocked, funblock the number? Was the privacy

manager recording reached? We would
need to know if call was supposed to be
blocked or not in order to follow-up. Team
Leader meeting with supervisor filing the
complaint and will have them write a more
detailed complaint next time.

37 |12/04/08  jTechnical ~ Genersl 12/04/08 Technical support worked with a Telephone

Company provider to fix a routing issue for
' the CapTel user's phone number. Issue has
been rescived.

38 {12/05/08 JAVCO customer is unable {0 connect with  §12/22/08 Spoke with the customer's daughier and she
the litinots VCO dedicaled line. The said it has improved. Sent a call log tracking
customer has been experiencing the report for them to document their calls, She
problem for the past few days. Advised thanked me for following up with her.
customer thal a complaint and trouble ticket
would be entered regarding this issue. Also
placed 4 test call from Relay Cusiomer
Service successfully to the Hlinois VCO
number. Opened a trouble ticket. The
customer's daughter requests contact asap.

39 [12/08/08 [The inbound customer was on a call with 12/08/08 The Team Leader met with agent on 12/8/08

their bank and relay hung up on them. The
complaini came in on 12/3/08 at 3:33 PM.
No follow-up requested.

and coached themn on proper call and
disconnect procedures. Team Leader told
the agent that if they are axperiencing
technical difficulties to inform a supervisor
immediately. Informed the agent that
intentionally disconnecting callers is &
terminable offense. The agent understands.

Hlinois TRS Certification Renewal October 2012
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to customer via Relay and no garbling
probiems were experienced. Customer
requested Trouble Tickel and complaint be
entered 10 resolve issue.) Customer
requests contact asap.

Customer also reports that agents do not
follow her Customer Database notes to
*disable Turbo Code”. She does not have an
agent 1D because the typing was too fast o
write it down.

llinois FRS Cettification Renewal October 2012

incoming and outgoing calls. (Placed test callf

A0 2D E0E {The TYY user slated val operar stopperd 1 22/08 Met with agent who exptamcﬁfmh%e WES
rasponding o theurcanile on @ relay wall a schnicel problem on the call, The agent
nobaeon he 7777 veer and theb lowen, Tha uvndersiands (o abasys respond fo
TTY user v very mad sbead s Indorsesg cuslomers.

e caller el the ioanglion would be
forwarded to the ogerator's nmadiato
SURRIVISOr.

21 HZHg08 A0 Hinos Speech 10 Bpeech user said the  [1219/08 The Tear L eader coachead the operator,
operator was nol Joing a very good job who said that he did go through the alphabet
gbond] gowng irotgh the alohapet with hom bul not lefler by letter. Instead he would say,
o relay thelr cail. Tne opercalor did not ask “Is it betweesn a - @7, Gave the operator
me what, whate why, or any other ways 1o ask If there are “any further
information. instructions” and reminded him o be swre o

go through the alphabet and numbers. The
Team Leader called customer who said that
the operator did a better job when he
assisted her today

42  10113/09  {The caller reported that they ware unable to §01/13/0% Customer stated 1t was working fine now and
call their doctor's office phone numbers will call back if problems arige.
through ifincis Relay. When they tried to call
they got & fast busy signal and the calls
couid not go through, so they had o golo
the amergency room instead. Cuslomer

. Service Response; Apologized for the
mishap and asked for the phone numbers
that couid not be reached, Made test calls to
the numbaers from the desk phong in
Customer Service and the calls went through
fine, Entered & trouble ticket, follow-up
requested.

43 01714108 [Technical - General 01/14/09 Prompt corraction by technical personnel
while troubleshouoting with customer
remedied the short term inability for this
customer to make and receive caplionad
calls. Gustomer confirmed ability to make
and receive captioned calls successfully.

44 101/16/09 VOO customer reporis garbling problems on J03/20/08 Spoke with customer on 3/18 and she said

she can c¢all out, but her friends have trouble
contacting her. Suggested they tell the agent
to set up VOO before connecting with her,
She thanked me for following up with her,

12




e 2
(A aHs

Hlirods TTY J8al o mpdaing she cunnol
SOUNECE T e werk,
mstead Bes gnilan o husy sigre! fur 2 days.
Ancogzed aod varlonael 2 suncessful lest
oalls, Advised caller Ly check wilh office
telephone samiristrator s entared &
Trouble Ticket, Customer wanty confac with
rasolution

o b imo v
S22 1 O

031122404

Called 'hree fimas and get FIWRIIING
slating the person had not setup their
vGicamal.

48

OBi2i09

Custormer complaingd *hal the caplions siog
in the middle of canc

0302109

Customer sharsed feedback regarding failure
of captions and proviged specific call data.
Customer Service Representative
apologized for incidence and thanked
customer for the fesdback. Investigated call
detail was shared with Call Center
management for follow-up with the ageni by
the agent's supervisor,

47

03/07/08

The TTY user placed a call on March 7.
2009 at 3:22 PM fo his mother and the agent
did not type clearly and did not speak very
good Engiish {o his mother. "My mothar said
that she couldr't understand him because he
didrt speak good English,” The TTY user
was $0 angry that he hung up and called
back for a differani agent. The TTY user alse
stated that tis mother sald “he was rude.”
The customer service representative
apologize for the inconvenience and stated
that this information would be passed on No
follow-up was requested.

03107105

Met with agent. Agent does not specifically
remermber this call, nor does he remember
anyone being upset with him because of his
accent. Agent undersiands the importance of
speaking clearly and was told by his
supervisor that if a voice caller appears to
have a hard time understanding, try
speaking more slowly due o his accent.
Complaint of rudeness was not enough o
to folfow-up on. No information about what
did agent did that was rude.

48

03/13/09

Dialing Issue - unatie to dial regional 800
number

03/13109

Technical Support made an adjustment so
that this CapTel user can successfully make
captioned calls to the regional 800 number.

49

04/07/09

Customer gave the agent specific
instructions to dial a 217 number and then
enter an 8688 number o confirm. The agent
dialed the 866 number then disconnected
the customer as the customer was trying to
inform them that the wrong number was

dialed. Apologized and told the customer thal

the information would be forwarded to the
appropriate cenfer. Obtainad agent
assistance 10 complete the call as instrucled
by the customer.

04407109

Team lL.eader met with agent on 4/14/09.
Emphasized that disconnecting calls could
result in disciplinary action up to and
including termination. Discussed how 1o
document if disconnecting calls in fulure by
alerting a Team Leader.

llinois TRS Certification Renewal October 2012
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0 I04NS/00 §TTY puglnanimr wiask, 10 dial 3 cermin T Q80T Zustomer Gio ol request toBSRRIB! Xase is
YT R Via Yo e YUl The call dose g through closesd.

wafhout e cnleoy Lall oo platy

approrknael, TG 48 AR OT Apologreg and

airouble 1 f“iw‘ waas o asterd, Mo

follow-up

WEE requesiod

BT R0472708 100 4MTI08 a1 923 PR the cusdomar dizled  §04/21/08 Operalor didd not remember this specific call,
e 800 numbes for dhirols Relav and but ssid she will accept responsibility for it
reached an agent. The agent placed the call She was coached about remaining
0 9 VOO user The nusfomer expiningd her professional and keeping composure duting
mother uses roken Bnglish and that all calls and was also reminded about the
commurication is a challenge for per, s consequences of intentional call
reported inat the agent was disrespectivl disconnests. Operator was placed on
and added unnecessary commantary during corrective action. A follow-up email was sent
the call. it was also stated ‘hat tho CA to the cusiomer.

abrupily disconnecied the call before the
parties were finished. Apologized. The
suparvisor will be nofified. Customer
Database Record was ordered. follow-up
requested.

Date Generated: Mon, May. 4y, 2009 @ 09:13:580 AM CT
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Jung 28, 2010
Office of the Secretary

Federal Commumications Commussion
Washington, DC 20534

Via Electronic Mail (Fmaily
RE:  CG Docket £3.0123

Dear Secretary:
As directed in the above-mentioned Docker, please find the following enclosed document:

s The Stawof Hlinois® Sprint TRS and CapTel Aonual Complaint Logs, which includes
the number of complaints received for the perdod June 1, 2009 theough May 34, 2010,
that allege a violation of the federal TRS mandatory minitnam standards. the date of the
complata, the naturg of the complaint, the dete of its resolution and ax explanation of
the resolution.

i addition, staff of the liinols Commerce Commission, regulatory agency of the Stare of Llinois
for the ITAC TRS Progran, reported no standurd TRS complaints elevated dwring the reporting
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Emma Danielson, Hlinois Account Manager. Sprint Relay (via Faail)
Mary Watters, IHliriols Comnerce Commission, ITAC/ATAP Liaison {via Email}
Mark Stone, Deputy Bureau Chief, Federal Communications Conmmission (via Email)

Enclosures:  Annual [linois TRS Complaint Log, which tncludes CanTel Complaints for same
reporting period (June 1, 2009 through May 31, 20103,
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